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This dissertation investigates rhetorical situatedness as a factor that 
culturally designates users’ motives in adopting a new technology. The 
application of Kenneth Burke’s dramatism extends the discussion about the 
situation where an interaction takes place to include acting and meaning-making 
in Non-Western settings as contextual and situated. This expansion is essential 
to reinforce the understanding of how cultural contexts impact users’ motives, 
specifically users from Non-Western settings, to adopt a technology. The 
traditional Human-Computer Interaction (HCI) research stresses mechanical and 
technical aspects between a user (agent) and a technology device (agency) in 
order to reduce user errors. This approach isolates the rhetorical situation of 
interaction in a computer interface, thus eliding the cultural situatedness by 
regarding the situation as something fixed, such as in a laboratory. Adding a 
cultural context provides a fuller picture of this interaction.     
Using a civic records online system called e-Lampid, which is 
administered by Surabaya City Government in Indonesia as a case study, I 
discover five elements of situatedness that contribute significantly to weave 
acting and meaning-making into a culturally informed interaction. User motives 
are shaped by internal and external situations that are collective, local, and both 
onsite and off. Dramatism is a tool for analysis and production that prioritizes 
cultural awareness. Dramatistic User Experience (UX) design offers analytical, 
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comprehensive, and systematic perspectives on the design process. Dramatistic 
UX integrates three different approaches: usability testing, rhetorical awareness 
of situations, and needs analysis. The synergy of dramatism, user experience, 
and design thinking provides a holistic approach to construct a rhetorically 
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1 In “Developing the Computer User Self-Efficacy (CUSE) Scale: Investigating the 
Relationship between Computer Self-Efficacy, Gender and Experience with Computers”, 
Cassidy and Eachus explain that user’s computer self-efficacy is the beliefs a person 








2 Huatong Sun in Cross-Cultural Technology Design: Crafting Culture-Sensitive 
Technology for Local Users describes technology design as the embodiment of, “design 
process, design communication, standards and regulations, manufactured products and 
deliverables, and production and consumption that aims to transform our lives and 









































4 The universality of knowledge to be applied in any settings manifests in the 













5 In “Reflecting Human Values in the Digital Age,” Sellen et al. formulate five major 
transformations in HCI to reconceptualize human coexistence with computers and offer 
different approaches to human interaction with technologies. The suggested major 
transformations address issues such as the rise of non-interface computers, the growth 
of over-reliance on technology, hyperconnectivity, concerns with internet security and 










6 I borrow the definition of “rhetorically grounded” from Erin Friess’s “Personas as 
Rhetorically Rich and Complex Mechanisms for Design” to contextualize my idea (111). 
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practice	beyond	the	computer	screen.	This	awareness	of	cultural	situations	will	reveal	the	establishment	of	identification	that	happens	culturally	in	a	collectivist	culture.		









7 In Technology as Experience, John McCarthy and Peter Wright explain the view of 
users in HCI started as a cog in a rational machine in the 1970s, became the source of 
errors in the 1980s, and then turned to actors in the 1990s and later as consumers. In 
“Sustainable Making? Balancing Optimism and Criticism in HCI Discourse,” Roedl et al. 
suggest democratizing and empowering the users by moving the rhetoric of “users” 
toward “makers,” “crafters,” and “hackers” (2). Using Foucauldian discourse analysis as 
research method, Roedl et al. examine 191 HCI publications from the last decade under 
keywords “maker,” “hacker,” “craft,” “DIY,” “appropriation,” “design-in-use,” “repair,” 
“reuse,” and “fabrication,” to investigate how the conversation over “maker” culture has 
evolved over time. They claim that their research has successfully proven the 
construction of “the user” in HCI is leaning toward “the maker” (22). They also identify 
the social implications that might arise as for “the makers” is legitimated therefore will 

















8 Liam Bannon’s article in 1991 “From Human Factors to Human Actors” has prompted 
many researchers and practitioners of HCI to search for different approaches that aim to 
leverage human contributions in HCI. Bannon proposes the notion of human actors 
instead of human factors, activating the role of a person as an autonomous agent and a 
conscious entity that can control and regulate his/her acts and behavior, rather than a 












Figure 2: The culturally informed dramatistic usability testing research model 
	 The	second	phase	of	the	analysis	will	be	to	use	Burke’s	dramatistic	pentad	to	analyze	what	users	and	administrators	as	agents	“say”	when	they	talk	about	what	they	are	doing	and	why	in	the	interviews,	and	also	to	examine	the	situatedness	of	the	interaction	as	a	scene	between	agents	and	the	e-kiosk	as	an	agency	at	the	subdistrict	office	that	is	not	captured	in	the	formal	usability	test.	The	kind	of	acts	that	will	be	analyzed	with	this	model	will	be	citizens	digitally/manually	reporting	birth/death	in	subdistrict	offices	and	designing	and	maintaining	the	e-Lampid	system	by	Surabaya	City	Government	officers.	The	result	of	the	analysis	also	will	be	used	to	evaluate	the	establishment	of	identification	between	users,	designers,	and	stakeholders.	













RE-IMAGINING METHODS AND APPROACHES IN HUMAN-COMPUTER 













9 B.J Fogg, in his book, Persuasive Technology: Using Computers to Change What We 
Think and Do, describes persuasive technology as any interactive computer systems 
that are designed to change people’s attitudes and behaviors (1). He invented a study 















Figure 3: The UX oriented Pentad (Sosa-Tzec 261) 	The	discussion	of	rhetorics	in	HCI	above	reveals	that	there	are	diverse	opinions	on	how	rhetoric	is	understood	in	HCI.	Brummet	describes	rhetoric	in	the	machine	is	manifested	in	the	sensory	enjoyment	and	aesthetic	experience.	Gesche	Joost’s	notion	in	rhetoric	of	HCI	is	by	demonstrating	dependencies	between	three	parties:	designer,	system,	and	user	in	designing	user	interface.	The	interdependencies	of	three	parties	also	corresponds	to	the	concept	of	Kenneth	Burke’s	rhetoric	of	identification	with	the	interaction	design	as	a	consubstantiality	or	a	shared	substance.	Boyarski	and	Buchanan,	Carnegie,	and	Sosa-Tzec	posit	the	idea	rhetoric	that	is	leaning	towards	as	a	mode	of	persuasion	rather	as	an	influence.	 	
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10 Kenneth Burke in A Rhetoric of Motives explains, “Wherever there is meaning, there is 














11 Citing Mikhail Bakhtin, McCarthy and Wright describe that the unity of felt experience 
and meanings made from it are accomplished dialogically (18). Furthermore, Sun 
asserts that the dialogical view of culture allows for further and deeply situated in local 
practices with ongoing process of construction between structure and agent, and 











12Rau et al. introduce self-construal motives that are derived from the self-construal 
theory. In “Toward a Better Understanding of Self-Construal Theory: An Agency View of 
the Process of Self-Construal” Voyer and Franks explain that the self-construal theory is 
to understand individual consequences of cross-cultural differences, in regards their 














13 In “Questions and Answers about the Pentad,” Burke asserts, “My job was to ask of 
the work the explicit questions to which its structure had already implicitly supplied the 















































Figure 4: The Iz*one Private Mail. A fan can subscribe to all Iz*one 






















CASE STUDY: CROSS CULTURAL USABILITY TESTING OF CIVIC RECORD 
























14 This question takes us back to the first sentence in the introduction of A Grammar of 
Motives, “What is involved, when we say what people are doing and why they are doing 


















The e-Lampid Usability Testing  
The	usability	testing	was	conducted	with	talk-aloud	protocols	and	a	contextual	inquiry	approach	at	Petemon	and	Pacar	Kembang	district	offices.	There	are	three	stages	in	this	usability	testing:	first,	an	interview	to	collect	participants’	demography,	to	investigate	their	motives	for	registering	a	birth/death	of	a	family	member,	and	what	they	perceived	about	the	e-Lampid	after	using	it.	The	second	stage	is	a	usability	testing	to	observe	user’s	efficacy	towards	the	e-Lampid,	and	the	last	stage	is	a	post-test	interview	to	discover	what	participants’	think	after	using	the	e-Lampid.		
	























Figure 10: The e-Lampid Usability testing model  
Demographics of Participants  Fifty-five	people	with	a	composition	of	28	males	and	27	females	participated	in	the	e-Lampid	usability	testing	(average	age	is	36,	median	33,	SD	10.6,	minimum	age	of	participant	is	22	and	maximum	is	68).	Most	of	them	were	working	in	private	
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companies,	some	were	entrepreneurs,	and	some	were	housewives,	while	the	rest	were	unemployed.	Most	of	them	did	not	use	a	computer	in	their	job	and	did	not	own	a	computer.	92.7%	of	participants	stated	that	it	was	their	first	time	using	the	e-Lampid.	Previously,	the	participants	applied	manually	by	submitting	all	the	required	documents	to	an	officer.	All	participants	had	a	mobile	phone	and	most	of	them	were	connected	to	the	internet	through	mobile	data	plans	and	some	of	them	had	internet	Wi-Fi	connection	at	home.	The	officer	at	Petemon	gave	full	assistance	to	all	participants	by	helping	them	to	locate	buttons	on	the	screen,	to	clarify	instructions,	and	to	scan	and	upload	documents.	In	contrast,	the	officer	at	Pacar	Kembang	encouraged	younger	participants	(under	age	50)	to	input	data	and	upload	documents	with	minimal	assistance	but	still	gave	full	support	to	older	participants.				
Table 1: Sample Demographics (N=55) 
















































































Personal Computer  
Ownership 
 
Require a computer 
for doing their job 
 
Elementary School 
Junior High School 
Senior High School 













Refused to tell 
 
Not subscribe to an 
internet service 
Mobile data only 
Wi-Fi only 
Mobile data and Wi-Fi 
Unidentified 
 
Have a computer 





























































































Table 2: Motives and situatedness in the e-Lampid  
Situatedness Motives 
Internal/Immediate contextual factors 
In need of a stable job; in need of an 
additional income; to settle inheritance; to 
apply for school  
Collective: factors and influences as 
members of community.  
Following the neighborhood’s chief 
suggestion to come to the subdistrict 
office to apply for the birth/death 
certification; helping relatives/family 
member  
Local: The Surabaya City Government 
Regional regulation  
A compliance to the regional law 
On-Site: A long line, power outage, 
technical errors, filing application through 
e-Lampid 
To reduce the wait time and long line.  
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Off-site: Collectivist society, high power 
distance, industrial urban community 
Follow staff’s directions to file the 
birth/death certification though e-Lampid, 









Table 3: Independent Self-Construal Motives for applying birth/death certificate. 
Response Count Percentage 
 
Refused to answer 
 




As a required documentation for a 




















benefits, to apply for a job, to apply for 




For taking care of the inheritance of 
the deceased, to remove the deceased 
data from the Civic Records system 
 

























































Figure 14: Collectivist traits: A participant (red jacket) came with his 
















16 Hofstede’s 2015 six cultural dimensions’ index report characterizes Indonesian power 
distance styles as “being dependent on hierarchy, unequal rights between power holders 
and non-power holders, superiors in-accessible, leaders are directive, management 
controls and delegates.” Therefore, the implementation and the adoption of the ICT-













DESIGNING A CULTURALLY INFORMED DRAMATISTIC EXPERIENCE 
DESIGN 
 The	application	of	Kenneth	Burke’s	dramatism	in	the	case	study	presented	in	Chapter	 4	 has	 painted	 assorted	motives	 of	 interaction	 in	 e-Lampid	 that	 are	 both	situated	and	constructed	in	the	agents’	cultural	context.	Based	on	the	study,	in	this	chapter	I	extend	the	discussion	of	culturally	situated	dramatistic	user	experience	to	inform	the	design	process	to	better	address	user	needs	and	expectations.		 Following	 the	 previous	 chapter,	 which	 established	 the	 understanding	 of	clusters	of	situatedness	and	motives	 in	culturally	situated	 interaction,	 this	chapter	aims	to	contextualize	the	findings	into	the	user	experience	design	process.	I	deploy	Burke’s	 dramatistic	 pentad	 as	 a	 design	 framework	 to	 develop	 a	 dramatistic	 user	experience	that	is	cultural	and	situated.		I	developed	an	advanced	studio-based	design	course	which	I	named	“The	Culturally	Informed	Dramatistic	User	Experience	Design.”	The	dramatistic	user	experience	design	is	a	user	experience	design	drawing	on	Burke’s	dramatism,	user	experience	design,	and	design	thinking	to	enable	an	interaction	designer	to	envision	designing	as	a	meaning-making	activity	that	takes	place	through	interactions	that	are	rhetorically	grounded	and	culturally	informed.	Dramatistic	UX	design	stresses	designing	a	totality	of	experience	on	human	interaction	with	a	technology.	This	approach	also	welcomes	every	possibility	of	both	digital	and	non-digital	technology-
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driven	artifacts	and	beyond	to	create	an	integrated	user	experience	design	within	the	context	of	a	targeted	community’s	situatedness	and	needs.	It	emphasizes	a	multidisciplinary	approach,	with	the	intersection	of	rhetoric,	basic	practices	of	user	experience/user	interaction	design,	creativity,	and	visual	communication	design.		The	design	outcome	is	not	specifically	limited	to	digital	and	mobile	technology	products.	 In	 fact,	 it	 transcends	 digital	 and	 non-digital	 design	 solutions	 that	 are	feasible	and	practical	 to	 the	 targeted	community.	Furthermore,	 the	 intersection	of	interaction	 design	 and	 rhetoric	 allows	 designers	 to	 produce	 rhetorical,	 creative,	intuitive,	and	culturally	contingent	design	ideas	to	conceptualize	and	generate	robust,	compelling,	and	complex	experiences	across	digital	and	physical	spaces.	Design	thinking	is	important	in	the	dramatistic	UX	design	since	prioritizing	user’s	needs	is	the	core	of	this	approach,	and	it	is	also	essential	to	navigate	the	application	of	dramatistic	experience	to	pedagogical	knowledge.	IDEO,	a	design	company	that	is	known	for	its	human	centered	and	interdisciplinary	approach,	publishes	the	Human-Centered	Design	Toolkits	as	a	practical	guideline	for	designers	and	business	CEOs	to	conduct	design	thinking	processes.	IDEO’s	human-centered	design	(HCD)	method	has	three	lenses:	desirability,	what	do	people	desire;	feasibility,	what	is	technically	and	organizationally	feasible;	and	viability,	what	can	be	financially	viable.	Design	thinking	that	starts	with	the	people	instead	of	the	technology	is	focused	on	formulating	the	desirability	aspect.	The	solutions	that	emerge	at	the	end	of	HCD	needs	to	be	desirable,	feasible,	and	viable.	
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The	principles	of	situatedness	and	motives	in	culturally	informed	dramatistic	UX	offer	a	guideline	to	UX	designers	in	conducting	interviews	and	observation	on	users	in	design	thinking’s	empathize	phase.	The	design	thinking	process—which	is	not	a	linear;	includes	empathize,	define,	ideate,	prototype,	and	test.	Empathize	is	a	process	where	a	designer	gets	the	understanding	of	user’s	needs	and	insights	by	several	techniques,	includes	usability	test,	persona,	and	diary	review.	Define	is	a	process	where	a	designer	formulates	user’s	needs	because	of	a	surprising	insight.	Ideate	is	a	phase	where	a	designer	does	a	brainstorming	through	design	sketches	to	address	the	problem.	Prototype	is	an	important	phase	of	a	design	process	as	it	actualizes	the	design	ideas	and	speed	up	learning.	And	the	last	is	to	test	the	prototype	to	the	targeted	users	to	receive	a	feedback.			
Advance	 Level	 Design	 Course:	 Dramatistic	 User	 Experience	 Design	 Studio	
Project	This	studio	course	is	an	advanced	design	course	for	third-year	undergraduate	students	who	have	completed	basic	and	intermediate	studio-based	design	projects,	a	design	methodology,	a	design	research,	a	user	experience/user	interface	design,	an	intermediate	 level	 of	 computer	 graphics,	 and	 advanced	 computer	 graphics.	 This	course	 is	 a	 core	 design	 studio	 that	 is	worth	 five	 credit	 hours.	 Each	 credit	 hour	 is	converted	to	three	hours	of	design	work;	therefore,	a	student	is	expected	to	spend	15	hours	each	week	on	researching,	analyzing,	and	developing	a	user	experience	design.	
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The Culturally Informed Dramatistic User Experience Design  
The	 dramatistic	 pentad	 works	 both	 as	 a	 tool	 for	 analysis	 and	 creation.	 In	Chapter	 3	 and	 4,	 the	 dramatistic	 pentad	 explicates	 clusters	 of	 situatedness	 and	motives	 in	 an	 interaction	 and	 locates	 the	 source	 of	 ambiguity	 that	 fosters	identification.	 The	 openness	 of	 cultural	 situatedness	 will	 also	 allow	 multiple	scenarios	 and	 possibilities	 to	 inspire	 users	 on	 new	 motives	 and	 meaning	 of	 a	technology.	 The	 dramatistic	 pentad	 will	 help	 students	 to	 analyze	 how	 cultural	situatedness	 assigns	users’	 actions	 toward	a	 technology	 in	 an	 existing	 interaction,	thus	constructing	the	user	experience	design	by	contextualizing	the	findings	from	the	analysis.	The	findings	lead	to	recommendations	to	modify	or	change	the	meaning	of	interaction	 for	 users.	 Changing	 the	 meaning	 of	 interaction	 can	 influence	 user’s	motivation	towards	the	object.	
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The	 culturally	 informed	 dramatistic	 UX	 design	 framework	 resonates	 with	Blakesley’s	communication	methods	derived	from	Burke’s	 terministic	screens.	The	methods	 generate	 a	 visual	 metaphor	 to	 convey	 certain	 meanings	 through	 a	systematic	 and	 strategic	 arrangement	 of	 symbol	 systems.	 The	 communication	methods	 of	 terministic	 screens	 consists	 of	 the	 visual,	 verbal,	 and	 rhetorical.	 The	dramatistic	UX	specifically	aligns	with	the	visual	method	of	terministic	screens,	which	refers	to	a	strategic	framing	of	visual	elements—such	as	in	arts,	video,	photography,	posters,	logos—	to	grab	viewers’	attention	directly.				
	




Figure 17: The Dramatistic UX design development framework  The	description	of	each	ratio	in	the	dramatistic	pentad	are	modified	to:		
Act:	 	 What	is	the	projected	experience(s)?	





The	 situatedness	 and	 motives	 collected	 from	 the	 usability	 testing	 will	 be	contextualized	as	the	scene.	The	scene	addresses	the	act	or	the	projected	experience,	as	 the	 act	 is	 a	 consequence	 of	 the	 situation.	 Agent	 is	 described	 as	 the	 targeted	audience	or	the	targeted	user	of	the	act.	Agency	is	a	medium	to	deliver	the	experience,	which	 also	works	 as	 a	 terministic	 screen	 that	will	 guide	 the	 targeted	users	 to	 the	designed	shared	meanings	and	thus	optimize	their	experience	toward	an	object.	The	agency	will	not	always	be	in	a	form	of	interactive	technology	to	solve	the	issues	of	technology	adoption.	Therefore,	a	student	must	do	a	thorough	assessment	of	what	will	be	the	most	feasible	medium	to	address	the	situatedness	of	the	act.	The	agency	could	be	varied	from	a	single	medium,	such	as	a	procedure,	a	diagram,	an	infographic,	a	user	 interface,	 icons,	or	a	video	 tutorial,	 to	a	 strategy	 that	 incorporates	multiple	mediums	 including	 an	 integrated	 campaign	 strategy.	 Purpose	 is	 described	 as	 the	objective	of	the	designed	experience.		
Developing the e-Lampid Dramatistic User Experience 	 The	culturally	informed	dramatistic	UX	allows	designers	to	construct	multiple	acts	as	 it	 is	not	only	attending	to	one	particular	situatedness.	 In	this	section,	 I	will	demonstrate	how	to	teach	students	to	develop	a	culturally	informed	dramatistic	UX	by	using	findings	from	the	e-Lampid	case	study.	The	construction	of	experience	can	be	augmented	into	multiple	situations	to	establish	integrated	and	systematic	clusters	of	experience.	Situatedness,	motives,	and	acts	are	intertwined,	so	the	designer	has	to	observe	the	findings	comprised	from	these	three	elements.	The	e-Lampid	case	study	reveals	 clusters	 of	motives	 and	 situatedness	 to	 explain	 contextual	 technology	 use	
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activities	 in	 a	 culturally	 informed	 interaction.	 The	 clusters	 of	 situatedness	 are	individual,	collective,	and	local,	both	on-site	and	off-site.		The	clusters	of	motives	and	situatedness	of	e-Lampid	can	be	laid	out	as	shown	in	Figure	18.	
	

























Figure 20: the e-Lampid logo 	
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Figure 21: A modified version of e-Lampid interface 
	
Figure 22:  An e-Lampid digital flyer displayed on a smartphone. 
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Figure 23: A simulation of an e-Lampid standing banner placement at 
Pacarkembang subdistrict office.  	Students	can	also	use	the	Dramatistic	UX	to	explore	design	solutions	to	address	usability	issues	and	other	on-site	problems.	The	e-Lampid	usability	testing	in	Chapter	4	identifies	several	usability	issues,	which	include	problems	scanning	and	uploading	documents,	and	questions	regarding	clarity	of	some	forms.	The	problems	in	scanning	and	uploading	documents	can	be	solved	by	providing	an	infographic,	a	diagram,	or	an	animation	demonstrating	the	documentation	steps.	Adding	a	help	button	next	to	the	form	in	the	e-Lampid	interface	design	will	clarify	what	information	is	to	be	filled	in	on	the	form	(Figure	24).			
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The Usability Testing Questionnaire  
Pre-test Interview Questions 
Demography Profiles 
Respondent ID  :  
Age   :  
Sex   :  
Occupation   :  
Education  :  





1. What is your purpose to come to the subdistrict office? 
2. Are you applying for your own or for someone else? 
3. Why do you need to apply for the birth/death certificate? 
4. How did you apply a birth/death certificate previously? 
5. Did you know that you could have done the application online? 
6. Have you heard about the e-lampid system? 
7. Did you know that the birth/death certificate will be ready in three days once all 
documents are verified? 
8. Did you know that you could get a penalty for a late registration? 
9. Did you apply through e-Lampid before? 
10. Do you feel confident to proceed the application online through the e-Lampid? 
11. Do you own a personal computer or a laptop? 
12. Does your job require a computer? 
13. Do you subscribe to an internet provider? 
14. How do you access the internet? 
15. Do you have a mobile internet on your phone? 
 
 177 
Stage 2: Usability test 
 
1. Selecting registration menu  
2. Locating the form  
3. Filling in the form/typing with keyboard 
4. Saving each data 
5. Scanning and uploading document  
 
Stage 3: Post-test Questions  
 
1. What did you like most from the e-Lampid? 
2. What did you dislike most? 
3. What did you think most exciting? 
4. Which one is the most difficult part? 
5. Which one is the easiest part? 





The Interview Questionnaires for the Surabaya City Government Officials  
1. What was the background and the objective of the e-Lampid system? 
2. Who was the initiator? 
3. Which departments do have the key roles in the e-Lampid? 
4. Are there any rewards offered to the citizens who are applying through online 
system? 
5. Was there a usability test prior the establishment of e-Lampid? 
6. Was there an evaluation toward the e-Lampid system? 
7. What is the future plan for the e-Lampid? 
8. Who did develop the system? 
9. How do you describe the e-Lampid users? 
10. How has the implementation of e-Lampid been so far? 
11. What kind of issues and concerns regarding the e-Lampid have been reported to 
your office?  
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